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OFFICE  OF  CONGRESSIONAL  AFFAIRS  TQM  PLAN 


I .  CONCEPT 

A.  The  Office  of  Congress  1 onal  Affairs  (DLA-Y)  serves  as 
the  liaison  between  DLA  and  Congress i onal  actions  and 
activities.  The  office  is  tasked  with  the  respons 1 bi 1 i ty  of 
responding  to  Congressional  inquiries  (written  and  verbal); 
monitoring  Congressional  actions,  hearings  and  legislation 
impacting  DLA;  coordinating  testimony  of  DLA  representatives 
for  Congressional  hearings  and  attending  such  hearings;  and 
coordinating  and  meeting  with  members  of  Congress  or  their 
represen  tat i ves  on  issues  relative  to  DLA  concern. 

B.  The  DLA-Y  TQM  philosophy  is  to  develop  a  perception 
that  quality  is  a  way  of  doing  business.  The  TQM  Plan  is 
established  to  implement  a  management/ worker  level  style  that 
emphasizes  quality  as  a  fact  of  performance.  This  philosophy 
will  be  adopted  at  all  levels.  Each  employee  is  tasked  to 
develop  and  maintain  a  TQM  attitude  to  ensure  optimum  job 
performance  and  customer  satisfaction. 

C.  To  implement  the  TQM  philosophy  on  mission  responsi¬ 
bility,  five  areas  will  be  emphasized  in  the  DLA-Y  TQM  Plan. 
They  are  customer  relations,  processes .  measurement,  awards, 
and  training . 

I I .  METHODOLOGY 

A.  The  DLA-Y  TQM  structure  consist  of;  (1)  Staff 
Director:  (2)  Congressional  Affairs  Specialists;  (3)  Staff 
Assistant;  and,  (4)  Secretary. 

B.  The  DLA  TQM  structure  will  also  include  a  TQM 
facilitator.  The  facilitator  will  have  the  responsibility  for: 
(1)  having  inhouse  expertise  on  the  TQM  program;  (2)  reviewing 
r.nd  arranging  TQM  training  requirements;  (3)  providing  TQM 
guidance  to  the  office  staff:  (4)  keeping  staff  informed  on 
DLA's  TQM  program;  (5)  reviewing  DLA-Y’s  TQM  Plan  to 
incorporate  changes  if  required;  and,  (6)  monitoring  progress 
in  execution  of  the  Plan. 

C.  Involvement  at  all  levels  of  the  structure  will  be 
utilized  in  carrying  out  the  TQM  program  of  this  Office. 
Suggestions  and  recommendt l ons  on  performance  improvement  will 
be  encouraged . 
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1.  Customer  Relations 


The  term  customer  in  DLA-Y  is  twofold.  On  one  hand,  customers 
are  the  Congressmen/Senators,  their  staff,  and  personnel  from 
various  Committees.  On  the  other  hand,  DLA-Y  is  a  customer  of 
the  PSEs  since  it  requests  information  from  them  to  respond  to 
Congress i onal  inquiries.  Continuity  and  timeliness  of  effort  is 
of  utmost  importance  in  carrying  out  assigned  mission 
responsibility.  It  is  vital  to  ensure  that  policies  and 
procedures  in  DLA  and  the  Primary  Level  Field  Activities  (PLFA) 
concerning  responding  to  such  inquiries  are  consistent.  To 
accomplish  this  the  following  actions  will  be  taken: 

a.  Request  PLFAs  and  PSEs  to  provide  point  of 
contact  (POC)  for  Congress  1 onal  inquiries. 

b.  Request  PLFAs  to  submit  internal  procedures  on 
processing  Congressional  inquiries  to  ensure  procedures  do  not 
conflict  with  PSE's  procedures. 


c.  Increase  use  of  electronic  mail  and  state  of 
the  art  communications  techniques  between  DLA-Y,  PSEs,  PLFAs 
and  Capi to  1  Hill. 

2.  Processes 


a.  Identify  each  office  process. 

b.  Evaluate  each  process  to  determine  duplication 

of  effort. 

c.  Delete  unnecessary  and  duplicative  actions. 

d.  Request/encourage  input  from  staff  on  ways  to 
improve  the  current  procedures . 

3 .  Measurement 

a.  Have  a  minimum  of  monthly  staff  meetings  to 
discuss  e f f ec t i veness  of  current  operating  procedures. 

b.  Request  PLFAs  and  PSEs  to  provide  feedback  on 
ways  to  improve  the  current  procedures. 

4 .  Awards 


a.  Establish  an  annual  Congressional  Affairs  award 
to  PEEs/'FLFAs  for  excellence  in  timeliness,  completeness  and 
accuracy  of  responses. 


b.  Continue  current  system  of  reviewing  staff 
performance  for  potential  awards. 

5 .  Training 

a.  Encourage  staff  development. 

b.  Review  available  courses  relative  to  mission 
enhancement  of  DLA-Y. 

c.  Implement  a  cross  training  program  between 
DLA-Y  and  other  PSEs . 

III.  GOALS 

A.  Customer  satisfaction  is  of  utmost  lmDortance. 
Therefore,  efforts  will  be  pursued  that  strive  for  timely 
response  to  customer’s  needs  and  removal  of  all  obstacles 
(internal  and  external)  negating  continued  resoons 1 veness  to 
those  needs. 

B.  Respond  to  all  verbal  Congressional  inauiries  within 
a  reasonable  time. 

C.  ImDrove  our  on  time  response  rate  to  written 
inauiries . 


D.  Establish  an  annual  DLA-Y  Congressional  Affairs  Award 
for  the  PSE(s)  with  consistency  in  timeliness,  completeness  and 
accuracy  of  responses. 

E.  Minimize  the  error  rate  in  assigning  Congressional 
inquiries  to  PSEs. 

F.  Provide  TQM  training  as  v  '  as  other  appropriate 
training  deemed  necessary  to  enhance  optimum  job  performance. 

G.  Standardize  priority  and  policy  between  PSEs  and  PLFAs 
on  responding  to  Congressional  inquiries. 


